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Complaint Guide for Removing Undue 
Obstacles to the Mobility of Travellers with 
Disabilities 

e Do you face obstacles when you travel? 


e Have you been refused transportation services because you have 
a disability? 


e Have you been refused necessary assistance? 


e Is travel information unavailable to you as a result of your 
disability? 


e Do you feel that you have been treated in a way that constitutes an 
undue obstacle to your mobility as a result of your disability? 


e Have you encountered physical barriers to mobility in terminals, 
stations or vehicles? 


The National Transportation Agency can help you 


Our job is to make sure that undue obstacles to the mobility of persons 
with disabilities are removed. 


Under the National Transportation Act, 1987, the Agency can make 
regulations to eliminate undue obstacles. The law means that you 

should be able to use the federally regulated transportation system 
without facing unnecessary or unjustified barriers. 


On the Move 


This authority applies to all transportation services which are governed 
by the National Transportation Act, 1987, including: 


» air carriers and airports 

» passenger rail carriers and stations 

» Roadcruiser bus service and terminals in Newfoundland 
» federally supported ferries and their terminals 


lf you encounter obstacles, the law allows you to file a complaint with 
the Agency. The Agency can order a carrier to repay your expenses 
or to take action to correct a problem. In some cases, the Agency may 
study a problem through a more formal inquiry. 


What can you do? 


Here are some suggestions which may be helpful if you meet 
obstacles when travelling: 


When you run into a problem, explain what you need to the person 
or people responsible for providing the service. Tell them what kind 
of assistance you want. If you are not satisfied, take the first 
opportunity to write, record, or tell a friend the details of what 
happened. 


Contact the management of the transportation company concerned 
and try to solve the problem. 


If your efforts are not successful, contact the National 
Transportation Agency and register a complaint. 
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How do you complain to the Agency? 


You can make your complaint in a number of ways. You can fill 

out the form provided in this booklet and send it to the Agency. 

If you need help with the form, call us at (819) 997-6828 or 

TTY (819) 953-9705. You may also submit a complaint in braille, on 
audio cassette or computer disk. People filing complaints should 
include a description of the problem, the name of the transportation 
provider and any other related information. 


Send one copy of your submission to the transportation facility or 
service provider. The transportation facility or service provider will 
have 30 days to make comments on your complaint. You will then 
have 10 days to respond to their comments. 


What will the Agency do? 


The Agency will carry out any further investigation that is necessary. 


If the Agency finds that there is an undue obstacle to your mobility, it 
can order corrective action. If you have incurred expenses because of 
the obstacle, the Agency can order the transportation company to 
reimburse you. 


On the Move 


Obstacles? It’s time to remove them 


Persons with disabilities in Canada need to be able to travel under the 
best possible conditions. You can help to create a barrier-free 
environment by contacting the National Transportation Agency when 
you encounter problems. 


Please contact: 
Director 
Accessible Transportation Directorate 
Air and Accessible Transportation Branch 
National Transportation Agency of Canada 
Ottawa, Ontario 
K1A ON9 


Telephone: (819) 997-6828 
lea: (819) 953-9705 


Collect calls are accepted. 


Fax: (819) 953-6019 
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COMPLAINT FORM 


NAME: 
ADDRESS: 


PHONE NUMBER 


Home: ( ) - 
Work: ( ) - 


Fax (if applicable): CYOy - 


DATE AND TIME OF INCIDENT: 


WHERE DID INCIDENT OCCUR? (INCLUDE FLIGHT NUMBERS, 
LOCATIONS, ETC.) 


NAME OF TRANSPORTATION FACILITY OR SERVICE PROVIDER: 


1. Provide a complete description of what happened. (Use additional 
pages if necessary.) 


On the Move 


. Please give a complete explanation of the obstacle(s) you 
encountered. (Use additional pages if necessary.) 


Please give a description of the solution(s) you are seeking. (Use 
additional pages if necessary.) 


Include any other information or document you think would be 
helpful or useful in explaining your complaint. 


| believe that the concern(s) outlined in this application constitutes 
an undue obstacle to the mobility of travellers with disabilities. | 
ask that the Agency inquire into the matter in accordance with 
subsection 63.3(1) of the National Transportation Act, 1987. 
Should it be determined that an undue obstacle exists, | ask that 
the Agency order the taking of appropriate corrective measures 
and/or the payment of compensation for any expense | have 
incurred arising out of the undue obstacle. 


(signature) (date) 
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WHAT TO DO 


1. Send to: 


The Secretary 

National Transportation Agency of Canada 
Ottawa, Ontario 

K1A ONY 

Fax: (819) 953-5253 


2. Send a photocopy to the provider of the transportation service in 
question: 


c.c. NAME: 


ADDRESS: 


On the Move 


This booklet contains general information and summaries of provisions 
of the National Transportation Act, 1987, and the National 
Transportation Agency General Rules. \f there is a conflict between 
those provisions and the information in this brochure, the former 
prevails. 


Material in this publication may be reproduced, fully or partially without 
permission of the federal government. Source credit is requested. 
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